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Remaining Collection Questions

1. How does the department define delinquent? Does the definition include grace periods or not?

A delinquent account is defined as any account (active/inactive) that has a balance and is past the due date plus
grace period. Payments are due 21 days after the date the original bill was generated. GCWW then allows a 5 day

grace period (days 22-26) before the account officially becomes delinquent. Delinquency and the associated late
charges start on Day 27.

2. What is the timeline of bill lateness? Please provide a flow chart that includes all deadlines,
grace periods, and the status of the bill as time progresses.

The following chart contains a flow chart showing the deadlines, grace periods, and the status of the bill as time
progresses. In summary:

e Day 0: The bill is mailed or issued to the customer.

e Day 21: Due date. Start of 5 day grace period.

e Day 27: Start of delinquency period.

Day 46: The first day the customer is eligible for disconnection
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Most of the process is fully automated. If a payment has not been received by the end of the grace period (Day 26)
the account will automatically change fo delinquent status on Day 27 and trigger the start of the Collections and
Severance process. This process automatically assigns one of fourteen Collection Class Codes to the account based
upon the type of account.

The actual process of notifications and eventual disconnection (or severance) is dependent upon the parameters
established for each Collection Class Code. All Accounts except those coded DelQ3, DelQ6, or NONCC (as

Collection Class Code Configuration

Code Description

DELO Delinquency Code 1 (No Post Single Family)

DELQ2 Delinquency Code 2 (With Post)

DELG3 Delinquency Code 3 (No Turn off)

DELQ4 Delinquency Code 4 (Manifold Accounts)

DELOS Delinquency Code 5 (Inactive Accounts)

DELQG Delinquency Code 6 (Life Support)

DELQ7 Delinquency Code 7 (Manifold Turn- Off Account - No post)
DELQS Delinguency Code 8 (Manifold Post Accounts)

DELQG Delinguency Code 9 (Water Off Vacant)

NONCC Not subject to credit and collection

DELQ11 Delinquency Code 11 (Loan Accounts (obsolete))

DELO12 Delinquency Code 12 (Bankruptcy - No Delinquency Processing)
DELO13 Delinquency Code 13 (Sewer Only)

DELO14 Delinquency Code 14 (CMHA)

B e

highlighted in vellow above) follow an
automated process between the start of
delinguency and the initiation of the work
order to send a Field Service
Representative fo disconnect (shut-off) the
water service.

DelQ3 and DelQ6 accounts initiate a
manual process involving a GCWW
Collections Agent contacting the customer.
These types of accounts are typically for
schools, hospitals, government accounts,
large commercial accounts, and customers
with life safety needs that are water
dependent.



3. The department submitted summary data of its delinquent accounts. Did this information include
both water and sewer delinquent accounts, or only water?

The data included the entire delinguent account balance which includes charges for water, sewer, stormwater, and
trash collection services as applicable.

4. Per the City Manager’s request, please identify/categorize inactive accounts by their age and
provide that breakdown. Which older accounts should be written off to avoid skewing the numbers?
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5. What is the process for shutting off water service? [from previous follow-up memo]

The flow lanes in the chart below show how the work is assigned by the Supervisor(s) to the Field Service
Representatives (FSR) who go out in the field and disconnect customers. The disconnection process involves the
FSR turning off the curb stop valve to prevent the flow of water to a customer’s premise.

6. What are our average billing costs per average account? [from previous follow-up. the Department
noted an upgraded system is being developed. please report-out on progress of this effort]

GCWW is still in the process of updating the Billing Cost per Account model and will provide the information as
soon as possible.
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7. What are the criteria for providing payment plans to customers? Where 1s payment plan
data gathered? How are payment plans monitored?

Payment plans are typically initiated by a customer calling GCWW's customer service line (591-7700) and
requesting fo speak with a Customer Service Representative (CSR).
The CSR will pull up the customer’s account information and look at the following items:

Past Due Balance. If the account is more than one billing cycle past due the customer is fypically not
eligible for a payment plan. Any exception will require that the CSR discuss the account with a Supervisor.
Payment History. If the customer has not met all {or most) of their previous payments, the customer will
typically not be eligible for a payment plan. Any exception will require that CSR discuss the account with a
Supervisor.

Payment Plan History. If the customer has not met all (or most) of their previous payment plans the CSR
will discuss the account with a Supervisor

Pending or Post Shut-Off Date. If the customer is already on the shut off list (or has been shut-off) the past
due balance must be paid to stop the shut-off or turn the water back on. A Supervisor must be contacted if
the customer is unable fo make the full payment before a payment plan can be established.

Collections referval. If the account has already been referred to the City Law Department for the purpose

of collections GCWW cannot set up a payment plan and the customer must contact the Law Department
directly.

Payment plans will normally involve one of the following options:

Payment Extensions. Extend the due date up to 30 days but no further than the next reading date.
Extenuating circumstances are referred to a supervisor,

Installments. Typical Installment Plans require 25% down immediately and 25% per month for the next 3
months as long as all payments are caught up by the next meter read. The duration between payments may

be shortened in order to get the balance paid in full before the next meter read date. Extenuating
circumstances are referred to a supervisor.

High Bill Installment Plans. This option is for special situations where a customer has a one time high bill
and requires supervisor approval. These are typically used if a customer had a leak on their property and
suddenly was faced with a large bill. Typically payment arrangements require 10% down and 20%

payments while maintaining payment on regular water bills. Special circumstances beyond this require
Senior Management approval.




8. What are GCWW'’s standard operating procedures for referring an account to Law?

GCWW sends both active and inactive delinquent accounts with an account balance over $500 to the Law
Department.

The standard practice for active accounts follows the “Timeline of Late Bill Status " (Attachment 1) from the point
the bill is generated and throughout the delinguency process until the Water Service is disconnected (shut-off). The
standard practice for inactive accounts skips the late due notice (during the grace period) and the severance process
(Days 27 through the water service disconnection) since these do not pertain to inactive accounts.

Both active and inactive accounts follow similar practices after this time frame. The GCWW Collections Department
manually sends out a referral notice to the customer informing them their account will be sent to collections (or
Law) if not paid by a certain date. And finally if the account is not paid by that time frame the account is referred to
a collections agency (or Law).

The new billing system is being designed with automation that will assist the GCWW collection agents in performing
these tasks. Furthermore, the process is currently under an infernal review to enhance performance.




9. What are GCWW’s standard operating procedures for referring an account to an outside
collections agency?

Inactive delinguent accounts with a balance under 3500 are sent to outside collection agencies.

e Finalized metrics and baseline. Since our last meeting GCWW has worked with OPDA to
create standard measures for reporting billing and delinquent account information. The
following charts show.

Reporting Period

Biweekly Measures
10/25 |11/08(11/22(|12/06

11/07 =|11/21|12/05|12/10

Accounts, Sillingand reve nue Sample billing and
Total number of metered accounts 237,240 -
o Water only - revenue meitrics
& Saweronly 200
& Both water and sswer 20,055
Perlod Oct-15| DOct-16| Now-165| Dec-16| lan-17
% metered water billed 45302, 11555
5 me tere d water revenue 49,375, W0O.AT
Billed to revenue mto S9.EFh
Reportling Perlod
* Reported Account numbers as of 11/1315. _
Bl"ﬁ'ﬂ'EEk’,I"ﬁ!I Measures F/05|7719|8,/02 |8/16 |8/30(|9/13 ] 9727 107511 10725 1170811722 12506
F/18|8/01 |8/15 |8/29 9712|9726 | 10510 | 10524 11,07 11721 |12/05(12/19
Dralinguent A coounts S umm ey
Forcernt of oial accocunia Thal arc dcEngusnt PE-T-- 4
T=lal D=lngusncy (All Chasg =) s sensnTeT |z s
Totml BudgeT |walcr only lkcx ScBIacrwcc)
Tolel WalsrDelingusnsy (Walse Only el
CHargca] s pecreenTef Toiml BudgeT {walc -
oy bexn ScBT =)
DelinguenT AcTive AosunTs
= of mcoounta I8, TRO.00
= of mcomunia S ycara coid orclder Z,155.00
= of momunTs weTTen =T z=
Sample delinquent e re
p q P e e =
. & of mcoounts reforred o law 18
acconunt meirics = =T == unta tranaf=rred t= anther a=sont
S of dchnguenT mcomunty 17, =on, 15 81|
5 of scoounis & yemrs old orclder =, 5T, ST as
£ of mocmwnTs wsTien =ff Zo g=a=n
£ of mocmunia coilccted on TR, 1ms=T
S of mccmunTa reforncd To ool bccl o mge noy Z5=0.79
S of mcoounts reformed o law DO, PR Sa
£ of mccounia trenafsrrcd Io encther socount T1, DIEET
DOeclinguenT Inective &counTa
= of mecmunty 19, OFR.O0
= of mocsunis 8 yomra cld orclder =00
= of mocsunty wetien =TT SEs1.00
= of mommunta cdlloded on
& of mcoounts reforred o cd e ticm agency a0
= of mocmunta referred o law isgio0
= of moomunta Tranafcrred To ancificr socownl
S of deBnguonl sccounts 10,097, 51501
S of mcoounTs & yocmrs old orclder o, 5T, TIT DN
£ o mocmunis wditien = I, ZEZ, TES.ST
& of mocmunta cdlcced on 10, e
S of mcoounTs reforncd Tocd e ficm agency ISR, PPRES
£ of mocmunia referred 1ol =, OLS, SERLTE
5 of moccwnTs renaferne d To anctficr meoown S EER1T




56,000,000

55,000,000

54,000,000

53,000,000

52,000,000

$1,000,000

Active

Total Value of Delinquent Accounts

Inactive

Sewer

Active

Inactive

Water

Active Inactive

Stormwater

Other

Inactive



Number of Delinquent Accounts

nactive |
=
L)
=
active |
inactive |
:
A
active [ NG
g Inactive |
(1]
=
i
& Acive [
Inactive [l
@
-—
5
Active [

. 5,000 10,000 15,000 20,000 25,000 30,000




$6,000,000

5,000,000
Selected Delinquent Accounts Categories
54,000,000
E
2 $3,000,000
E
g
42,000,000
41,000,000 l
;. - . - L B B
Active Inactive Active Inactive Active Inactive Active Inactive
Sewer Water Stormwater Other
Type of Account
B 5 of delinquent accounts B 5 of accounts 4 years old or older B S of accounts referred to law
u 5 of accounts written off B 5 of accounts referred to collections agency




Law report-out on GCWW Colle

1. How many referrals does Law receive from GCWW?

According to a summary sheet sent bv the Law Department, GCWW has sent 9938 referrals
since 20035.

2. Please provide an overview of Law’s performance when collecting for water.

According to the same spreadsheet, GCWW referred to Law $20,780,445.66 in delinguent balarnces
and 51,728,656.00 in payvments were received (8.32%s) since 2003.

3. What additional information/resources would Law require to more successtully collect for water?
GCWW and the Law Departmernt will collaborate to develop these suggested improvements.

3. When Law is successful in collecting for a GCW'W delinquent account, is that
information shared with GCWW? How does information about delinquent accounts get

updated when collections are successful?

Upon successfitl collection the Law Departiment notifies GCWW via a cash receipt (Form
#10 — Stores (Rev 1/97)) to the GCWW Billing Operations Manager (a copy of a recent
cash receipt is included as Afftaclhiment 5). The cash receipt shows the fotfal amount
collected for each account and the 10% collection fee thai is refained bv Law.

The GCWW Billing Operations Center inputs the amount collected into the billing svstem
Jor each of the accounts. Then thev will rectifv anv ouistanding amounis (due ro the law
Jee and anv reduced settlement) through rhe write-off process.

SERVICE RATES OVERVIEW

The goal of this discussion is to provide value to customer by managing service rates
increases while maintaining Department solvency. During our last meeting we reviewed
some kev factors surrounding service rates. Our next milestone is for GCWW to review the
Black and Veatch study. as well as other options for rate management these factors and

propose a strategy moving forward.




1. How many referrals does Law receive from GCWW?
a. Law received 1.276 referrals in 2014 from GCWW with a total balance due
of $2.040,363.68.

b. Law received 1,038 referrals during the period of 1/1/15-9/30/15 from
GCWW with a total balance due of $1,757.350.06.

2. Please provide an overview of Law’s performance when collecting for water.
a. 2014

i. To date Law has received payment of $196,813.48 for GCWW
accounts referred in 2014. This which represents 9.65% of the total
amount due.

ii. Law sent out 1.226 30-day collection letters, filed 301 lawsuits,
obtained 156 judgments and referred 587 accounts to its outside
collection firm for post-judgment methods such as bank garnishment,
a property lien, or a wage garnishment.

b. 1/1/15-9/30/15

i. To date Law has received payment of $107.,796.17 for GCWW
accounts referred in 2015. This represents 6.13% of the total amount
due. The lower collection %o is representative of the fact that post-
judgment collection efforts are still underway.

ii. Law sent out 1,014 30-day collection letters, filed 199 lawsuits,
obtained 45 judgments and referred 389 accounts to its outside
collection firm for post-judgment methods such as bank garnishment,
a property lien, or a wage garnishment.




3. What additional information/resources would Law require to more successfully
collect for water?

a. Better collections software (that interfaces with other departments® software
technologies). Law’s current Access software is not designed for collections
and is cumbersome to use. It does not track collection data in a meaningful
way., and extrapolating data from it is very difficult.

b. Law has previously requested that GCWW provide payment information for
accounts referred to Law. Law has not been notified of all pavments to
GCWW, which has caused confusion and as a result Law has filed lawsuits
for accounts which were previously paid at GCW'W without notice to Law.
Law would like to receive payment updates each 2-4 weeks.

c. Law has previously requested that GCWW review all accounts prior to
referral to assure that all charges are within the last six years. Law follows a
six year statute of limitations. It is difficult for Law to determine the date of
charges on the billing ledger, especially if the account includes transferred
charges (GCW'W ledger codes TART and TARF).

d. Law currently can access the GCWW database and GCW'W can access the
Law database. The next step should be a database interface which would
allow the transfer of information between the two databases, including
referrals and payment information.

e. If outstanding GCW'W accounts are for delinquencies at owner-occupied
properties. Law and/or GCW'W can automatically assess the outstanding bill
to the property. Law would like to work with GCWW to implement a
process for such assessments. A starting point is for GCW'W to devise a
strategy to flag accounts at owner-occupied properties.

f. The City will obtain the highest collection percentage if accounts are referred
to Law as soon as possible when delinquent. The collection percentage
decreases with the age of the account, and it is possible some GCW W
charges will fall outside of the statute of limitations. Law will work with
GCWW to improve the account referral process.




4. When Law is successful in collecting for a GCWW delinquent account, is that
information shared with GCWW? How does information about delinquent
accounts get updated when collections are successful?

a. Law processes all payments through the Treasurer’s Office, which provides
GCWW a cash receipt schedule. In addition Law updates all accounts in its
database, which is available for read-access by GCWW.

b. The Law Access database has reports available for GCWW and Law can help

train individuals as to the capabilities of the database. Law can also create
additional reports if necessary.




Department report-out on rate

1. Department to analvze the “Comprehensive Cost of Service and Rate Study™ Report
performed by Black and WVeatch and provide an overview of the Department’s rate increase

management strategy going forward.

We have scheduled a meeting with B& TV ro review the “Comprehensive Cost of Service and Rare
Study " Report and to discuss study methodology, assumptions used, results, and recommendations.
This meeting is scheduled for November 19

2. How was the rate study conducted?

The 2015 rate study was conducted based upon industry standards, as outlined in the American
Water Works Association Manual M1 Principals of Water Rates, Fees and Charges. To complete the
study, B& V developed a comprehensive model that basically answers the following gquestions.

1) How much revenue is needed? B& TV developed a five-vear pro forma based on darta provided by
uttlity management (please note thar “urility management” refers to management priov to the de-
coupling). This dara consisted of customer accounts and usage, capital costs, operaling costs,
existing debr, existing rates, current wholesale contracts, revenue from rates and other chavges. This
dara was used in the pro forma ro derermine the revenue requiremenrs necessary ro provide warew
services for GCWW customers. Based on these requirements, system rate increases were ser 1o
recover the forecasted revenue requirenients.

2) From whom should the revenue be collected? B&EV categorized the revenue requirements for
Fiscal Year 2016 to the cost cartegories of operating and capital costs. These costs are allocated to
the basic functional components of Base, Extra Capacity, and Customer. The allocarions for
operating costs were reviewed and updated by urility management and fixed assets as of June 30,
2014 were used to allocate capital costs. B&V developed the unit cost for each functional component

based on the resulting allocarion of costs.

3) How should the services be priced? BEV developed cost of service rates under the existing rate
srructure rto identify different classes that are over ov under recovering their costs of service. Utility
management decided ro go wirth an “across the board’ increase using the sysrem increase _for each
existing rate so no further analyvsis was complered for alternative rate design,; however, the model is
serup ro calculare rare alternarives.



Who was the Department-side liaison?
Thab Tadros weas the main contact.

What were the department specifications to the consultant?

The project scope of work (SOW) attached to the DO was prepared by B& V. The SOW included
analyvsis and forecast of Water Revenue and Revenue Reguirement, Cost of Service for a S-vear study
period (FY2016-2020), and two (2) alternative Water Rate Designs. FY2016 is used as the test year
to determine the unitr cost of service for each Customer Class. The SOW is divided inro five (3) rasks.
Following is a summary of specifications under each task.

Task 1 — Project orientation and data collection - 4 meeting between the Consulrant and GCWTH

staff to establish and communicate goals and objectives of the study. Consulrant is to collect all

necessary dara including billing dara to execute the project under this task.

Task 2 — Dertermination of Revenue Regquirements

s Project customers, water sales, and revenue by applying existing utility rates using FY2016 as a
test year.

e Forecast revenue requirements over the study period.

o Develop cash flow analyses for the S-vear study period.

s Develop at least tweo (2) cash _flow alternartives based on the degree to which capital is financed.

Task 3 — Allocation of Revernue Requiremernts to Basic Functional Cost Componernt

s Review existing cost methodologies used by GCWW in assigning cost responsibility for rate
development.

o Develop functional cost allocations - The “base-extra capacity’ method of allocation as
recoghnized by AWW.A Water Rares Manual M1 was proposed for use.

ar

Task 4 - Distribution of Componenr Costs o various Customer Classes

e FEstimate projected customer class responsibilities.

o Distribute functional cost allocations to customer classes.

e FEstimate revenue under the existing rates, compare with distributed funcrional cost of service,
and derermine adjustment in revenue reguired.

Task 5 — Design of Water Rates

o Design a schedule of rartes for GCWW to recover projected revernue reqguirements.
o Develop two (2) alternative rate structures.

o Compare revenues under proposed rates to allocatred costs of service.

= Compare existing and proposed rates.

What was the value of the contract?
The value of the contract with Black and Veatch was $89,810.




3. The Department mentioned potential issues with the study’s assumptions, please report-out on
these if they are indeed identified?

In the Comprehensive Cost of Service and Rate Study report, certain assumptions were made with
respect to conditions, events, and circumstances that may occur in the future, including:

e Regional and national economic climate conditions.

o Customer account and water use projectioms.

o O&M expense projections.

Capital Improvement Program.
Anticipated terms of debt.

GCWW is currently reviewing the assumptions used. Please see response to #4 (below).

4. Would these issues invalidate the study? If the study 1s invalid, does it provide any value to the
Department? If invalid, would the Department be able to request changes/reassessment?

GCWW recommends re-evaluating the cost of service study to determine if assumptions are valid for
the entive study period, and model any necessary modifications to reflect current and anticipated
conditions. It is important that the direction and assumptions used in the study are understood and
supported by GCWW and City management. Additionally, an updated cost of service study will
ensure that a proper foundation is laid upon which ro conduct subsequent studies, including
affordability and alternative rate designs. As part of the B&V study, a rate model was prepared
which can be reviewed and potentially used as a basis to re-evaluate the cost of service.

5. What kind of in-house expertise would the Department require to perform in-house rate studies?

It is assumed that an economist with the proper financial background could provide the expertise
needed to do a rate study in-house. However, GCWW has traditionally had cost of service and rate
studies conducted by outside firms which maintain expertise in this area and arve familiar with the
water utility industry. This practice ensures an up-to-date perspective of rate studies, methodologies,
and rate structures, and provides an independent source for evaluation and recommendations.



